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Predgovor kon edicijata
Povodot za vospostavuvawe na posebna edicija
Menaxment na ~ove~kite resursi na izvadava~ot BIGOSS
e barem vo edno razli~na od sli~nite potfati. Imeno,
koga ja dadov idejata za ovaa edicija izdava~ot, ve}e ima{e
publikuvano nekolku naslovi od ovaa oblast. Li~nata
pvrzanost na direktorot na izdava~kata ku}a so avtorite
na tie publikacii i mojata posredna involviranost vo
nastanuvaweto na tie dela, me pottiknaa da mu predlo`am
na izdava~ot, incidentnite pojavi na vakvi naslovi  da
bidat obedineti so edinstvena funkcionalna fokusi-
ranost: prezentirawe na individualnite nau~ni
soznanija na avtorite vo kontekst na pridonesot na
menaxmentot na ~ove~kite resursi vo transformacijata
na makedonskite organziacii, privatni i dr`avni,
profitni i neprofitni. Na toj na~in, bez ogled na
fundamentalnata orginalnost na nau~nite soznanjija,
nivnata objektivnost vo prezentiraweto na opredeleni
zakonitosti i re{enija od na{iot lokalen kontekst }e
pretstavuva zna~aen pridones vo natamo{niot razvoj na
menaxmentot na ~ove~ki resursi kako nau~na disciplina,
voop{to i unapreduvawe na negovata praktika vo na{ite
organizacii, posebno.
Poa|aj}i od vakvata opredelba, jas o~ekuvam avtorite
na idnite publikacii od ovaa edicija da ja iskoristat
ovaa retka mo`nost vo na{iot ograni~en prostor za javno
publikuvawe na nau~nite soznanija, no istovremeno da ja
zgolemat svojata odgvornost kon pi{uvaniot zbor koj na
ovoj na~in }e stasa do poglem broj, ne samo kolegi, tuku i
do najstrogite sudii na vrednosta na toj trud – neposred-
nite prakti~ari na menaxmentot na ~ove~kite rersursi.
Od tuka i potrebata vo trudovite da se prezentira
aktelnoto nivo na tretiranost na opredelen aspekt vo
v
sovrmenata svetska literatura i praktikata i merkite
za unapreduvawe na taa praktika kaj nas. Zadovoluvaweto
na ovie barawa }e bidat klu~ni kriteriumi pri
odlu~uvaweto za vklu~uvawe na oprdeleni naslovi vo ovaa
edicija. Vo toa ime, jas so zadovolstvo se potpi{uvam
kako inicijator na ovaa edicija.
d-r Cvetko Smilevski




Globalnata konkurentnost vo svetot nametna silna
trka vo ekonomskiot progres i sozdavawe novi civi-
lizaciski vrednosti.
Pritisokot na pazarot, kako glavna pogonska sila
na kompaniite, dovede do: zgolemuvawe na sposobno-
sta za rabota vo natprevarot so konkurencijata, potre-
bata za {irewe i odr`uvawe na postojnite pazari, zgo-
lemuvawe na zadovolstvo na kupuva~ite/korisnicite
kako i podobruvawe na marketin{kite aktivnosti.
Poso~enite konstatacii otvoraat dilemi:
• dali na{ite kompanii se podgotveni za nastap
na globalniot pazar?
• kolku tie se vo sostojba da sozdavaat vrednosti
i da gradat delovna kultura, kako odgovor na
razvojot na konkurencijata i brzata adaptacija
na potrebite i `elbite na kupuva~ite/ korisni-
cite?
• dali imaat izgradeno sistem za menaxment na
kvalitet po standardot ISO 9001:2008, {to
pretstavuva osnova za postojano unapreduvawe
na kvalitetot?
• dali se podgotveni da ja prifatat TQM filozo-
fijata?
Spored toa, neophodna e pomo{ vo re{avawe na
problemite na na{ite kompanii na globalniot pazar,
koj pazar nametna globalen porast na barawata za
gradewe na u{te pocvrsti pravila.
Sostojbata vo na{ite kompanii e razli~na od onie
kompanii vo svetot koi se temelat na principite na
TQM. No, ohrabruva faktot deka kaj nas po~nuva da
se menuva stavot sprema kvalitetot. Vo poslednite
godini, od po~etokot na voveduvaweto na pazarnite
reformi, posebno e naglasen streme`ot na na{ata
zemja da se vklu~i vo evropskite asocijacii, a so toa
se menuva i stavot na vrvnite menaxeri, koi se spre-
mni za postignuvawe vrven kvalitet. Za da se dostig-
nat tie streme`i, potrebno e, da menaxerite se stek-
nat so dopolnitelni teoriski i prakti~ni znaewa koi
}e im pomognat vo nivnoto upravuvawe so kompaniite.
Obidot da se odgovori na ovie pra{awa bara rein-
`enering na delovnite procesi vo kompaniite, nov
pristap vo na~inot na razmisluvawe i organizirawe
na delovnite procesi.
Patot koj vodi do unapreduvawe na kvalitetot na
procesite i proizvodite na doma{nite kompanii
treba da se bara vo primena na soodvetna metodologija
za proektirawe i implementirawe  na TQM sistemot.
Prifa}aweto na novata TQM strategija zna~i
odgovor na pra{awata:
• dali misijata i vizijata na top menaxmentot se
sodr`at vo politikata na kvalitet i se sozdava
klima i informaciona baza na koja mo`e da se
razviva timskata rabota?
• dali upravuvaweto so kompaniite se temeli na
zadovolstvo na site zainteresirani strani?
• dali e obezbedeno upravuvawe i motivirawe na
vrabotenite preku uva`uvawe na nivnite
individualni potrebi?
• dali se gradi me|usebna doverba i po~it pome|u
top menaxmentot i vrabotenite {to }e dovede do
perspektiva i odr`liv rast na kompaniite?
• dali postoi pogolema participacija na vrabote-
nite vo identifikacija i re{avawe na problemi-
te, vo samoto postavuvawe na standardite i vo
naporite vlo`eni za unapreduvawe na delovnite
procesi, proizvodite/uslugite?
• dali se primenuvaat metodite i tehnikite za
bezdefektno proizvodstvo koi ne baraat
investicii za oprema, nova tehnologija, tuku
samo nau~en pristap kon rabotata?
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• dali vrabotenite se dovolno obu~eni da delu-
vaat preventivno vo upravuvaweto so delovnite
procesi?
Efektivnosta od promenite e vo gradewe na sè po-
cvrsti pravila i transparentnost vo kontekstot na
odr`liviot razvoj. Nastojuvawata da se odr`at kom-
paniite na globalniot pazar e vo: promeni vo tehno-
logijata i proizvodstvoto, primenata na totalniot
menaxment na kvalitet, steknuvawe znaewe i sposob-
nost za razvoj baziran na znaewe. TQM strategijata
zna~i podobruvawe na kvalitetot preku ispituvawe
na organizaciskite procesi ne samo vo pravec na de-
finirawe na procesot, podobruvawe na procesot i
dizajn na procesot, tuku i podobruvawe na produktiv-
nosta i optimizirawe na tro{ocite. Konkurentskite
prednosti ~esto se odlu~uva~ki za razvojot i koris-
teweto na sistemot za obezbeduvawe kvalitet.
No, za ispolnuvawe na svetskite i evropskite ba-
rawa treba da se pristapi kon krupni – radikalni
promeni vo re{avaweto na problemite, toa e t.n.
rein`enering, nov na~in na razmisluvawe za pri~i-
nite, a ne kako dosega za posledicite. Strategiskiot
menaxment na kompanijata so svojata dobra volja i
upornost treba da gi vklu~i sopstvenite ~ove~ki re-
sursi, so formirawe timovi od site profili, inte-
griraj}i gi nivnite znaewa za da se postigne celosno
ovladuvawe so kvalitetot vo site procesi na pretpri-
jatijata, pri najmali tro{oci na rabotewe.
Na{ite menaxeri koi se borat so dramati~niot po-
rast na slo`enite, tehnolo{ko, organizaciski i soci-
jalni problemi, te{ko mo`at da gi svatat modernite
trendovi vo razvojot na menaxment sistemot temelen
na strategijata na totalnoto upravuvawe so kvalitetot
(TQM).
Ovaa kniga ima za cel da ja poka`e nasokata i stra-
tegijata za razvoj na sistemski pristap kon kvalitetot,
so {to }e im se pomogne na menaxerite vo gradeweto
sistem za kvalitet i }e se podigne svesta za kvalite-
tot na site vraboteni vo kompaniite. Tie nasoki se:
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xidentifikuvawe na ` elbite i potrebite na kupuva~i-
te/korisnicite, rein`enering na delovnite procesi,
merewe na zadovolstvoto na site zainteresirani
strani i merewe na delovnite rezultati, {to treba
da dovede do unapreduvawe na konkurentnosta i efi-
kasnosta, namaluvawe na tro{ocite i dolgoro~en
odr`liv razvoj na istite.
Pa zatoa, centralno te`i{te vo ovaa kniga e pri-
menata na novata strategija na totalen menaxment na
kvalitet (Total Quality Management) vo na{ite kompa-
nii i nejzinata zavisnost povrzana so gradewe dobar
sistem za upravuvawe so kvalitet, primena na statis-
ti~ka procesna kontrola (SPC), analiza na tro{ocite
na kvalitet i izbor na timovi za realizacija na site





The global competitiveness in the world has imposed a
serious race in the economical progress and creating the
civilization values.
The pressure on the market, as a main moving power in
the companies has led to: increasing of the capabilities to
work in the competition with the competitiveness, the
necessity to spread and maintain the existing markets,
increasing the content of the buyers/ purchasers as well
as improvement in the marketing activities.
Certain statements are opening dilemmas:
• Whether out companies are ready to appear in the
global market?
• Whether they are in a condition to create values
and build business culture, as a respond to the
competitiveness development and fast adaptation
of the needs and the desires of the buyers/
purchasers?
• Whether they have built a system of quality
management of the ISO 9001:2008 standard that
is practically the base of a constant improvement
of quality?
• Whether they are prepared to accept the TQM
philosophy?
According to all these a necessary assistance to solve
the problems in our companies on the global market is
needed, which has imposed a global increase of the
requests in the building of even stronger rules.
The condition with our companies is different than the
ones world-wide which are based on the TQM system.
But, the fact that the situation is getting changed here
regarding the attitude towards the quality is encouraging.
Within the last few years as from the beginning of the
introduction of market reforms, the tendency of
Macedonia to take part in the Europeans associations and
therefore to change the attitude of the world managers
that are ready to achieve a ultimate success is being
especially emphasized. In order to achieve all this it is
necessary for the managers to attain additional theoretical
and practical competences that will help out in their
company management.
The attempt to respond to these issues is demanding
reengineering of the business processes within the
companies, and a new approach of the manner of
consideration and organizing of the business processes.
The road that leads to quality improvement of the
processes and products of the domestic companies
should be searched in the implementation of the adequate
methodology for designing and implementing of TQM
system.
The effectiveness from the adjustments is seen in the
building of even stricter rules and transparency in the
context of the sustainable development. The insistence to
maintain the companies on the global market stands in:
the changes of the technology and production,
implementation of the total quality management, gaining
competences and ability for a development based on
competence etc. TQM strategy refers to the improvement
of the quality through examination of the organization
processes not only regarding the defining of the process,
improvement and design but towards the improvement of
the productivity and optimization of costs as well.
Competitive advantages often have a decisive role within
the development and the usage of the quality providing
system.
But in order to fulfill the worlds’ and the European
demands the approach should be consisting huge- radical
changes within the problem solving and that is the so-
called reengineering, new manner for reconsideration of
the causes and not the consequences as it is the practice
so far. The strategy management of the company within
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its good will and persistence needs to include its own
human resources, by forming teams of every profile,
integrating their skills in order to achieve a full
overwhelming of the quality into every process within the
enterprises with least expenses of the working
performance.
Our managers that are battling the dramatic increase of
the complex, technological-organizational and social
issues can hardly understand the modern trends in the
development of the management system that is based on
the strategy for total quality management (TQM). This
book is aimed to present the direction and the strategy of
the development of a systematical approach towards
quality, which will assist the managers into the building of
the quality system and will raise the awareness for quality
to each instance in to company. Those directions are:
indentifying of the desires and the needs of the buyers/
purchasers, reengineering of the business processes,
measuring the content and the business results  of each
interested point which will lead up to an improvement of
the competitions and efficiency and reducing of costs and
a long-term sustainable development to all.
Therefore the central tendency of this book is the
implementation of the new strategy for Total Quality
Management (TQM) into our companies and its
dependence that is linked with the building of a good
quality management system and a selection of teams for
accomplishing every action, in accordance with the
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